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3. impose penalties on BellSouth, as provided in O.C.G.A. § 46-2-91, for violations
of S.B. 137 and orders of the Commission;

4, include a discussion of this complaint in its annual feport to the General Assembly,

as required by O.C.G.A. § 46-5-174, on the status of the transition to alternative regulation of

telecommunications services in Georgia;

5. adopt interim or permanent rules for unbundied loop provisioning, including civil
penalties;
6. require BellSouth to report its current provisioning intervals for BellSouth

customers and to demonstrate that competitive services are provided in parity with services

provided to BellSouth customers;

7. require BellSouth to file periodic reports detailing its actual performance in

providing services to CLECs;

8. require BellSouth to notify the CLEC prior to performing work on facilities

serving the CLEC’s customer’s lines;

9. require BellSouth to establish expedite and escalate procedures for loop order

processing;

10.  provide for a Staff Ombudsman or Administrative Law Judge to facilitate informal

mediation of CLEC disputes; and

11.  issue any other relief that the Commission deems meet and proper.

This 9 {ﬁday of July, 1997.

Respectfully submitted,

L. Craig Dowdy
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William E. Rice

For LONG ALDRIDGE NORMAN LLP
One Peachtree Center

303 Peachtree Street, N.E., Suite 5300
Atlanta, Georgia 30308

(404) 527-4000

Riley M. Murphy

Executive Vice President and General Counsel

James C. Falvey

Vice President Regulatory Affairs

American Communication Services of
Columbus, Inc.

131 National Business Parkway, Suite 100

Annapolis Junction, Maryland 20701

(301) 617-4215

Attorneys for American Communication
Services Of Columbus, Inc.
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CERTIFICATE OF SERVICE

I certify that I have this day served a copy of the foregoing Complaint by American
Communication Services, Inc. in Docket No. 7818-U upon the following persons by causing
copies of the same to be placed in an envelope with adequate postage affixed thereon and

deposited in the United States Mail addressed as follows:

Helen O’Leary
Assistant Attorney General

Counsel for the Commission Advisory Staff
40 Capitol Square, Suite 132
Atlanta, Georgia 30334

Jim Hurt, Director
Consumers’ Utility Counsel
Office of Consumer Affairs
2 Martin Luther King Drive
Plaza Level East, Suite 356
Atlanta, Georgia 30334

Fred McCallum, Jr.

BellSouth Telecommunications, Inc.
Room 376

125 Perimeter Center West

Atlanta, Georgia 30346

This 2 “ day of July, 1997.

William E. Rice
363608
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r ' ‘ C EXHIBIT A

C. QOroder Processing

Cl

C2

C3

C4

- CS5

C6

C7

C8

ACSI shall place orders for unbundled loops (and other network elements)
through completion and submission of the Service Ocder fonm specified in
the FBOG. The installation time intervals which shall apply thereto are
as expressed in subsection [V.D hcmfter '

Order processing for unbundled loops shall be mechanized, in a form
substantially similar to that currently used for the ordering of special
access services. Automated interfaces shall be provided into a centralized
operations support systems database for determining service availability on
loops (e.g., ISCON), confirmation of order acceptance and ongoing order
status. If made available by BeliSouth to any other telecommunications
carrier, automated interfaces shall be provided in a centralized operations
support systems database for installation scheduling, confirmation of
circuit assignments and completion confirmation.

Particular combinations of elements, hereafter referred to as combinations,
identified and described by ACSI can be ordered and provisioned as '
combinations, and not require the enumeration of each element within that
combination in'each provisioning order, consistent with OBF or other
mutually agreed upon procedures.

Appropriate ordering/provisioning codes will be established for each
identified combination, coansistent with OBF or other mutually agreed
upon procedures.

When combinations are ordered where the elements are currently
interconnected and functional, those elements will remain interconnected
and functional (except for the integrated SLC).

When the open network access platform is available, BellSouth will
provide ACSI with the ability to have the BellSouth end office AIN
triggers initiated via an appropriate service order from ACSI.

ACSI and BeliSouth will negotiate in good faith to create 2 mutuaily
acceptable standard service order/disconnect order farmat, consistent with
OBF or other mutually agreed upon procedures.

BellSouth shall exercise best efforts to provide ACSI with the “real time”
ability to schedule installation appointments with the customer on-line and
access to BellSouth's schedule availability beginning in the second
calendar quarter of 1997. In the interim, BellSouth will install unbundled
loops and other network elements by the Customer Des:red Due Date
(CDDD) where facilities permit.

Pace 6



C9

C10

C | €
When avaifable to any other telecommunications carrier or other
customer, BellSouth shall provide "real time" respoanse for firm order
confirmation, due date availability/scheduling, dispatch required or not,
identify line option availability by Local Service Office (LSO) (such as
digital copper, copper analog, ISDN), completion with all service order
and time and cost related fees, rejections/errors on service order data
element(s), jeopardies against the due date, missed appointments,
additional order charges (construction charges), order status, validate
street address detail, and electronic notification of the local line options

that were provisioned. This applies to all types of service orders and all
network elements.

The Parties will negotiate in good faith to establish expedite and wnlauon
procedures for ordering and provisioning, including establishment of a

process tor ACSI to request the expedite an order on a customer’s behalf.

Conversion of Exchange Service to Network Elements

D.1

D.2

D3

D.4

DS

[nstallation intervals must be established to ensure that service can be
established via unbundled loops in an equivalent timeframe as BellSouth
provides services to its own customers, as measured from the date upon
which BellSouth receives the order to the date of customer delivery.

On each unbundled network element order in a wire center, ACSI and
BellSouth will agree on a cutover time at least 48 hours before that
cutover, time. The cutover time will be defined as a 30-minute window

within which both the ACSI and BellSouth personnel will make te!ephone
contact to complete the cutover.

Within the appoiated 30-minute cutover time, the ACSI contact will call
the BellSouth contact designated to perform cross-connection work and
when the BeliSouth contact is reached in that interval, such work will be
promptly performed. -

If the ACSI contact fails to call or is not ready within the appbimed
interval and if ACST has not called to reschedule the work at least two.(2)

hours prior to the start of the interval, BellSouth and ACSI wx\l
reschedule the work order.

If the BellSouth contact is not available or not ready at any time durning
the 30-minute interval, ACSI and BellSouth will reschedule and BeliSouth

will waive the non-recurring charge for the unbundied elements scheduled
for that interval.

Page 7



D.6

D.7

D.8

D.9

' Y

The standard time expected from disconnection of a live Exchange
Service to the connection of the unbundled element to the ACSI
collocation arrangement is 5 minutes. [f BellSouth causes an Exchange
Service to be out of service due solely to its failure for more than (5

minutes, BellSouth will waive the non-recuiring charge for that unbundled
element. '

If unusual or unexpected circumstanc&'pmiong or extend the time
required to accomplish the coordinated cut-over, the Party responsible for
such circumstances is responsible for the reasonable labor charges of the

other Party. Delays caused by the customer are the responsibility of
ACSI. ' :

If ACSI has ordered Service Provider Number Portability (SPNP) as part
of an unbundled loop installation, BellSouth will coordinate
implementation of SPNP with the loop installation.

The conversion/installation time intervals which shall apply to unbundled .
loops and other network elements shall be as expressed herein.

Service Qualitv

E.l

E.2

E3

E.4

E.S5

At a minimum, the service quality of leased network elements should
match that of BellSouth's own elements and conform to all Belicore and
ANSI requirements applicable to the type of service being provided. In
additign, BellSouth will provide maintenance services on network
elements purchased by ACSI which are timely, consistent and at parity
with that provided when such elements are used for its own purposes.

Maintenance support shall be available 7 days a week, 24 hours a day.
Provisioning support shall be available at the same times at which
BellSouth installs its own bundled local exchange services.

Installation and service intervals shall be the same as when BellSouth

provisions such network elements for use by itself, its affiliates or its own
retail customers.

In facility and power outage situations, BellSouth agrees to provide
network elements leased by ACSI the same priority for maintenance and
restoration as similar elements used by BellSouth for itself or its affiliates.

The Parties agree that all interconnection arrangements and services will -
at a minimum be subject to technical standards which are equal to those
that BeliSouth affords 1o itself, other LECs or other telecommunications
carriers. This must, at a minimum, include parity in:

Page 8
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Port features

Treatment during overfiow/congestion conditions
Equipment/interface protection

Power redundancy

Sufficient spare facilities to ensure provisioning, repair, performance
and availability U

Mediation functions

Standard interfaces :

Real time control over switch traffic parameters

Real time access to integrated test functionality

Real time access to performance monitoring and alarm data

e &6 6 6 o

F. Network Information Exchange

El

F.2

E3

E4

ES5

F.6

G.1

BeliSouth shall provide ACSI with information sufficient to determine an
end user's existing service and feature configurations.

BellSouth agrees to provide ACSI with all necessary engineering |
information regarding all unbundled network elements and combinations
thereof, including information normally provided on records such as the
detailed design layout records (DLR) for unbundled loops and circuits.

BeliSouth shall provide information to ACSI on a continuing basis
required to keep ACSI apprised of engineering changes associated with
BellSouth’s network elements and its deployment of new technologies.

BellSouth shall provide ACSI with a detailed description of the criteria
and. procedures used for handling facility and power outages.

Where permitted by law, BellSouth will make available to ACSI
electronic (magnetic tape and/or diskette) and hard copies of its Master
Street Address Guide (MSAG), and any regular updates thereof, -

BeliSouth will provide ACSI with access to a listing and description of all
services and features available down to street address detail, including:
Type of Class 5 switch by CLLI, line features availability by LSO, and
service availability by LSO, as well as the data elements required by
BellSouth to provision all such services and features.

Maintenance and Trouble Resolution

BellSouth shall provide automated interfaces to ACSI for field dispatch
scheduling, status of repairs and confirmation of repair completion. The
mean time to repair unbundled loops shall be equivalent to the mean time
to repair reported by BellSouth for its retail customers. '
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.77 : (‘ EXHIBIT B

AM‘ERICAN COMMUNICATION SERVICES OF COLUMBUS, INC.

(April Summary - Unbundled Loop Install intervals)

-

SCHEDULED ' ORDER
#OF LINES DA TWAE START SH _|ELAPSED
GROUP s 7:000m 74 7:20! 12
'S RENTAL
EXPRESS 2 ar1ore'1J 40:00AM 1 10:50! SO MIN,
A 3
NODE sl 4:14/97J 10: 10:05! 10:46% 39
cLuB ﬂ] J
APARTMENTS 4 416471 114 11 113 19 MIN.
MORTGAGAE 4 4207 mmg«i 10:10‘ 1z1;l 2HRS 3 MIN
SAUSAGE ~

COMPANY 4 21 11;00AM 12 1254} 14
CLUB
ADMINISTRATIVE l
SERVICES 4 41297 6:00AM 600! 6:20} 20 MiN
OFFICE CENTER 5 221097] 6:00AM 8 2

D ER 4:2919"'7i 6:00PM 605 83 2
COLUMBUS
AGENCY 1 9:00} 9:06} & M
MIKE 2 4/28/97 1 1 10:59 48 MIN
VICTORY 2] 41290971 B 825] 12 MIN
VICTORY 1 4129197 8:00AM 82 §:551 S0 MIN
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DEWOLFF, BOBERG & ASSOCIATES, INC.
fespusres o rranaQerren! for IMpIoW'g peraIrmance

P.O. Box 21989 » Charesian. South Caroling 29413-1989 * (500) 800-4030

Mr. Edward A. English

Senior Director - Intercoridection Services
BeliSouth Telscommunications

675 West Peachtree Street

Atlanta, OA 30378

March 13, 1997

Deas M. Eaglish:

Thank you for the opportunity you provided us to analyze the BellScuth LCSC operations ia
Atlants, GA 1ad Birmingham, AL. Our objective was to determine whether we could maks o

worthwhile application of our sysems and training iamallations, designed to reduce costs widle

improvlng manager, supervisor and employes effoctivaness.

w.rmmmonhmmwmmmu-mm by your
management group. Your ideas, combined with ours and developed through full participation
during the course of the program, will assurs meximum resukts. We consider our abillty to nsmll

our proposals, :Mwuummm:ohhminpmluthwh
our usefulnass 1o you,

In our presentations, we have not taken time praising the many good poims we bave sess,
because only by facing the weaknessss, and correctiag them, can valuable results be obained.
Qur program will consint of working with your people to correct the weaknesess we have
outlined. Nm;ﬂy.wprdﬂwmlyﬂsmomymmwm
the applicstion of the principles we propase.

servics

Although we fdl there will be eormous productivity and
implementation of our managemern operating systers and empicyes skills tralaing programs,
are not able to put a financial value on them because of the lack of o historical b
against. We will, however, mnmmdmckthomﬂlwuhorpmmmm-rviuw
ensure that uapnble levels are achieved. '

Please note that we are not attempting to put a financial value on the many sollateral bensfits that
ﬁﬂmma&uxunﬂof!ﬂlmmnmcmmw
awareness, and ongoing improvemants made by your peopls using this process.

:

- 002769
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Mr. English
Mazsch 13, 1997

Thtmﬂeonbrthdw-lom mmm««mmumm
Ninsty Two Thoumnd Dollars ($792,000). Ws anticipate spending 22 consesutive ealendar
ManmmmmmﬂMyShmm(QG.M)nM All
invoices are payable weekly as inveiced. Youmydmmhudlomnuym-dﬁn
ﬂ“,P:Em‘th‘ﬁu‘ P - S

{n the oigitemth week of our program, we will be prepared to discuss the need for tranaiton with
our Continuous Improvement Services Group. Ths purpose of this servics is to provide a kmited,
».m&nmmﬁmmwt%muhmw:m
maximized and do not deteriorate over time.’ The exdent and cont for this optional servica will be
determined as this time.

So that we may use giaff members alrwedy familise with your oparations sad this proposal, we
would appreviste your maborization to provesd todsy. If we are sble t0 siant this prograzs on
Mondly.Mmhl‘l 1997, we would plan on using the chief and selestad saff from our analysis

“to provide sontisiity. Wolockbrwnrdtovorkh'wltywndyumh.udmmhd "

-you will find it & rewnrding exparience.

Sincersly yours,

_ 54 002770
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SUMMARY OF ANALYSIS FINDINGS

. dz.gﬁriﬂnoglg.frnnniloE_ngag; :

March 3, 1997 to Mareh 13, 1997. The purposs was 1o identify and quantify any opportunities
that might exist - improve the operations &3 your volume and manpower ramps up 10 mest the

. forecasted volume. .Our purpots was also to develop an appmoeetofat addressed these ™ -

oppertunities which was consistent with your vision for the LCSC operation a2 Beli§outh.

We io_.w&isa_-i-l s and supervisory in thelr arws.  The receptivity of your munagement
group and amployess was emcellere a3 they shared with us their process fow problems,
training deficioncies and fusrations. We conducted bebsviorsl malyses to detezains how
ggg;i&&&%ifﬁ!&l&-%ﬂ
their cunagement myle. . We ulaﬂ& diagnostic ssemamemt of yowr memagament
_ - otganization to determine their atritudss concerning the roles and responsibiisies of «Sective
-s!itﬂ. Our evaluation of your managument opersting systems was conducted by first

determining the effvctiveness of the sysiem clements that exist, and second, by evaluating how -

well they are deing utlized by masagement to crew the operstion and resolve opersting
problems. We determined the current level of labor productivity and the roct causes of many
problems which diminish productivity. Employee skills analysss were coaducted to identity
training needs. the degree of fexhility, and managemen participation i orgagizational
development. We also studied your employee training preceas by reviswing the systems and
= training techniques currently in use. We conducted detalled precess mapping of two mujor
products, on unbundled wad a complicated: ressle order. This analyis of sample work .
- processes defined the predicability of process comupliance, procedures, prastices, and the

gnfgﬂg.%gnﬂl.ﬁ—g.

002771
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We conducted behavioral studies with all of your supervisors, spending a day working
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with them in their departmant. We concluded that suparvison spend very (inle tme -

guiding, coaching, or training their people. They alse have vary lirslted sontrol over
the work flaws and processes. We dstermined that most of their coatast with their
pecple was injtiated by the empioyees and was generally speex ln a renctive “fire
fighting” mode. We did aot observe any spervisor speading time training their
employees or recognisiog & job well dons. We noted a dires coeralation betwesa the

mmcw.mwomwmmhwnmmmm
from which we sgw Httle added valus, or was idle / avallable.

)

Our diagnomic assessmert indicates thet your supervisory level has s poor
undersanding of the consepts of proastive supervision, organizstional development,
and systems utilization. Wie believe this passive management syls is 8 result of 8 lack of

an effixtive management operazing system in LCSC which would support thelr, effona .
. to resolve operating problams and address training sesds. We also notad the absence of

management training programs which provide them with the siill asts asosssary to
fimction effectively in b mart up opersdion such as LCSC.

Your LCSC management systems coutain fragmmms of most of the basic elerdants
required to control an order entry operstion. Howgver, slthough many of the slements
axint, they will require significart upgrades 10 make them elfhctive management (ools.
Thoss clements which could be effective susch a3 assignment controls are not being
used by management to idently root cmuses of productivity, quallty and service

problems. There are significant opportunities to taprove the utilissdon of your - -

systems by training management on how (o identify process breskdowns, causes of
rework, training oesds and to provide employse fosdback.

002772
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The productivity studies which were conducted with your servica reprayentatives
indicate that there was a significant opportuaity 1o improve your effactive use of labor.
This level of inaffective wrdlizazion ia & remult of unclear expectations, essployes skills
deficlencies, tha lask of procews documentation and control over the work flow. These
problems are uanecssaarily inflating your operating cost and Hebing your ability to
daliver 3 consistantly bigh level of cumomsr servico. Exomalive ervory and rewerk are
lowering the quality of your service due to miseed dates and sxoessive lead times. The
rm@mdmmmmmmmdnmﬁ
developing corrective action strategies.

¥
Your employsss are 8ot effctively trained to maximise their alellls and productivity,
These training deficiencies are having 4 negative impact oa both ssrvics and quality.
We noted that employees must rely upon fellow employess to rescive raiaing nesds
without the direction oor participltion of the spervisors. This is Umiting productiviey

. . as .cmployess are oonstantly interrupting llow workers t get help and- direction -

Mnayofyowkwjoblmmnhdwphwmhmm
hudpdtomwhmm This sltuation is espadially acute a2 you look
forward towsrd your anticipated amp up of operstions &t the LCSC. Ths lack of
supervisory participation s refiscted 18 their poor attitude towan] the subscals of
employes development as noted in our diagnostics.

Our evaluation of your basic work processes i both rwsale and unbuadied, indicated
they lack process dovumentstion, eomplisnce, awd the sowurngy 10 pravide a
predictable, high quality output. We repeatedly obsarved smployes sidlls defciency
and evors which U negasively impacting both produstivity and quality. Your cusrrent
leval of quallty is unnsssssarlly fow. Dus (0 numerous operuting problems, traiaing
daficiencies and process non-compliance, this vl of quality is inflating your operating
costs per order, sad contributing to delsys in customer service. The currest level of
errors s alarming dus to the low volume level and the fact that current amployees
whom we studied have been on their current jobs from four months to & year. These
quality problerns and errors are recurring several timss per day without supervisory
awareness or corrective action.
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BELLSOUTH LCSC

- ATLANTA - BIRMINGHAM
- . SUPERVISORY USE OF TIME
' R
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SELCINIC BOINTS

L Supervisors do not use their time to direct, coach or train ther people. Their busic
managernent styls is passiVe or resctionary and they tend 10 deml oaly with the
tymptoms of cecurtiag problems. When an empioyss doas bring problemu to-thelr
attention, supervisors often simply take the problam order upon themasives to soive

and do got train.  Our observation of supervisery dbehavior idectified the following
results,

- Only 12% of their available tims is speat in any typs of
supervisory iterastion wigh their pecple. The range of time
spert in supervisory interastion with thelr people was fom 2 1o
22%. The dme that we did obsarve supervising was typically a
reassignment of one persops’ work to & fallow employes, dus to
tuning deficieneles, fiven o s employse wimout

cmn e - . CORUTRNTCAtinG any purfbrmance expectations. We did not ses
any Supsewisor actively trabean smuployee, this«corresponds to
theirnagstiouds thar they "dat metscfoel- respousible for the
developmmnt of thelr peopie!! “Wer mw 0o cvidence of say
supervisors attempting to reinforoe/acknowiadgs high
performance or motivating theiz people. This passive
managemert style often results in (e employess iseking
direction and clesr expectazions, remilting in poor productivity,
quality, and exoassive lesd-tanes which negstively impacts your
levels of service.

- 002775
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3™ of their time is spent responding w quality/operuting
problems or emergencies that are usially brougit to their
astention by thelr smployees. This problem solving activity was

NO.9S5 pa27/ec2

sithor: always reactive, or revponding to wall eytsbiished |

problams. We observed little time devoted to presmptive action
to kasp problenu fom occaurriag or reaxzving Ths “fre
fighting” techniqus results in a approsch to problem solving
where supervisors address ouly the symptoma of the prodlem.

We also. noted that ia the BellSouth culture, the smupervisors |

often take orders which have problems iato their office sad sotve
them. They do not traiy their people. As s remult, your
problems tend 1o be recwring. We noted examples where this
activity consumed ffom 14% to 40% of s supervison’ day.

38% of their time is spein ia sdministrative functions such &
mentings, phone cally; reports or other papererork which provids
lintle or no addedinniing.: Littie of this timetis spent ia plasning or
sralyzing the aveileble date which woukbtcinay them) to 1ake
sstion. This resulf'@m comisved procesé Sove'problemts caused
by the lack of action taken to correct the problama in work
processes. Reporting variances to plan should be wed as a
management tool to focus resources on solving root causes of
problemis. This procsss was not evidamt in our supervisory
studies, We noted that in the siustions where the mipervisors
spemt as littls as 31% of their time in admininrative setivites, the
amourt of time spent la supervisory intarsction with their people
ranged from 2% 1o 22%. This tenda to ladicate a3 avoidance
mansgement style since oven when tife was available Sor direct
suparvisory imteraction with thelr people they avoided their
people.

C 002776
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13% of their time is idle or available for other mors productive
agtivitiss. This indicates the supervisors have the time svailabls
to taks & proactive approach to managing thelr wees of
responaibiltity. This expessive idle time remts in lowsr employse.
productivity and quality dus to the lack of diree: imaracion with
the eraployess. A coupls of your supervisors spect a third of
their tiroe ln this agtivity, [n thess slruations, the amoun of time

oot in 8 supsvisory interactica Witk thiir*peopls was mill

minimal. The key points are the lack of idemifying revarring
operating problecs, the lack of control over the process flow

and the lack of support to their secvice represantatives.

Your supervisors perceive thas they currently spend 15% of their
tirne in supervisory functions and that ideally they would liks to
-pndlsudMﬂanviing. This perception is
encournging fom the standpoiat that they recoguizs they should

- be speading more time dingming their pecple, bt it bs
" discouraging whan compared ifcheir sctual time spat ia any

supervisory function (12%)."Shey are doing what they belisve
they should be doing and the real problem i the lack of darity in
roles / tesponsibilities, peor skill sets and unclesr expectations oy
to what they should bs doing.
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DIAGNOSTIG ASSESSMENT OF SUPERVISORY SKILLS
- OVERALL SCORES
W8 SATISFACTORY  70% te 100%
- 3 MARGINAL 60% o 69%
BB UNSATISFACTORY 0% to 59% |
- }
100% e 100%
- t -
e e ] o i
80% - i s im e —rmanman sond 5 - e emne e el B09% ~
~ 80% - 80%
_ 40% - - 0%
» -
20% - 20%
- o o
— TOTAL
PEROENT APPROPRIATE AESPONGE
_ T 002778
- 61
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SUPERVISORY SKILLS ASSESSMENT
POPULATION DISTRIBUTION

W BATISFACTORY  70% to 100%
C3 MARGINAL 0% to 66%
HIB UNSATISFACTORY 0% to 5%

SUPERVISORS MANAGERS ’ TOTAL
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- CSUPERVISORY SKILLS ASSESSMENT
_ BY SUBSCALE
WS SATISFACTORY  70% to 100%
_ : £ MARGINAL 0% to 8%
W UNSATISFACTORY 0% to 8%
— o 2% o % wn___toow
DEGREE OF INVOLVEMENT A
_ ACTIVE V8. PASBIVE :
WORK ASSIGNMENT & FOLLOW-UP

SHORT TERM VB, LONG TEAM

P PR

. INVOLVED V8. UNINVOLVED

~  "HUNETIONAL PREFERENCE
SUPERVIDING VE. WORIONQ

REPORTING
— UBEFUL VB, NOT UBEPUL

PREDOMINANT ROLE
BUPPORTIVE VB. PUNITIVE

PLANNING
IMPORTANT V8. UNIMPRONTANT

TEAM ABSOCIATION
QAOUP ORIENTED VB.INOVIDUAL

—  STANDAROS
VALID VB, INVALID

SOURCE OF MOTIVATION
e RESPONSHILE V8. NOT REBRONSISLE

CHANQGE POTENTIAL
OPTIMISTIC V. PESBIMIBTIC

COMMUNICATIONS
TWO WAY VB, ONE WAY

P~ P = oo oo
PERCENT APPROPRIATE AEBPONSE
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Diagnostic asesamest indicates that your supervisors have a poor undernanding of thy
concepts of sffactive supervision. Their overall score of 61% s well balow the 708 ‘ !
minirum for an acceptable level of undermaading.. The Mot that on several subscales
the managers’ scores are oot significantly highar than the sapervisory’ indicates & laak of
positive role modeling. The poor attitudes in the aress of work flow coatrol, employee ;
deveiopment and systems is reflectod s the passive msnagement sttituds we voted in
Our supervisory studies. Some spedific arwes of weakness include:

3

-  DEGREER OF INVOLVEMENT - The managecy' scors of €3%,
mmnp«wmmfnm,m-mmm
correlstes with the small ammoust of time we cbesrvad them
sctually spending ia mupervisory funstions. (12%) Whma
employess did bring probiem orders ta their supervisors they

.. . _.typeally reasted by either piving the probiem to sncther
employes ot by solving the problems thermseives, In sither
“situation, the employees did not ressive fhedback vetuining.

- WORK ASSIOCNMENT & FOLLOW-UP - The sipervisory'
score of 51%, iodicate that they generally belisve in giving long
term wasignments wkh vagus expectations, and providing
follow-up on an inflequent basls. This ardrude is conaistent with
the behaviors we observed in our studies, as we did aot observe
any of the supervisors aign work by comwsunication
expectations relasive to quality o¢ produstivity. We also did not
see supwrvision involved in systernatic fellow up or monitoring
of work in progress. Thess situations do not permit the timaly
resolution of problems.
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EMPLOYEE TRAINING - The managen’ score of SOM, and
the supervisons' soore of 51% indicats they de not acoept the
respoasidility for tralaing employe, and do oot fesl they noed
to purticipaze ia thel! developmens. 'l‘llthhvuhtnphyn

development Is some oue elses’ resporalbility, suck as BellSouth

corporate staff nction. They also prefer to et aa employes
loarn from another employse, falling 10 recogaizs that the skilis

. -required to perform an activity are different Sam those 7oquired

to teach that activity. This perception and practice results in the
comimution of "bad” babits and ineFitive methods, instead of
propuly waining the md providing them with the
support they dessrve. The fas that the Managers' sooee is
lower than the supervisors indlestes that thelr ia & lask of

FUNCTIONAL PREPERENCE - Ths managert' scare of 30%
and 'the supervisory score of S1%, indicnte they we mers
comfortable in doing the work thamsaives, than in directing theie
people. This coincides with our wudies, in which observed the
supmvisors frequently solving problem orders by wlking the
order themselves to respond the problam without treining theic
peopls. The fact thas the managers’ score is lower that the
supervisors agsin polams to the lack of proper rols modeling to
solve this probiem of managemunt role sad responsibilities. It
also indicates that ths emire mamgemes structure teads (o
function at a level lower thas their tith would indicats.
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